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Using 
technology  
to stay in 
the Personal 
Injury Market.
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Until comparatively recently the legal profession 
was working well and profitably in the personal 
injury market, and the majority of small clients 
were able to access skilled advisors to 
manage their injury claim.

Foreword.

But the external perception  
was that personal injury claims were 

rife with fraud and an American style 
‘compensation culture’ was developing in 

the UK. This las led to actual and proposed 
changes to the system for example in relation 
to costs and recoveries, general damages for 

minor soft-tissue injuries, and the threshold of  
small claims for personal injury.

It’s only by adopting a systematic approach to the 
application of technology, that firms can continue 

profitably in this market. This paper looks at how modern 
technology can used to rapidly accelerate the three 

cornerstones of process efficiency:- elimination,  
outsourcing, and re-engineering.

Transformational change is never easy in any 

industry but the relentless wave of legislative, 

procedural and regulatory change to personal 

injury litigation may be the tipping point 

for many firms considering withdrawing 

from this market
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Injury.
Survival of the fittest

Firms need to move clients away from  
the traditional office based interaction, 
to one which clients will find:

– Convenient to use

– Contemporary in its design

–  Available when they  
need it 24/7

–  With an overall 
improved experience

– Should be considered as an easily 
accessible commodity

Whilst the drive will be to create a dynamic, on line environment 
for the client to deal with the firm in a modern convenient way, 
it will also benefit the firm in terms of process efficiency (clients 

doing more for themselves) and cost reduction. Additionally, in an 
increasingly competitive market, it will provide the firm with additional 

opportunities to offer other services to their clients.

Fortunately, dramatic changes 
in the provision of information 

technology now mean that 
technology solutions:

Law firms still in the personal injury market 

now face a stark choice to either drop 

out of the small claims injury market 

entirely or substantially re-engineer 

their service proposition

–  No longer need extensive development 
or expensive infrastructure 

–  Now have the flexibility to be able buy only 
what is needed, for as long as it is required



Technology.
Driving efficiencies

Technology  
Re-engineering

 Technology   
Outsourcing

The following three step approach 

can be used to identify where 

efficiencies are achievable…

Technology  
Elimination
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Those times are long gone however and here  
the efficiency lessons from other industries  
can be applied to law adopting a ‘just enough’ 
approach to processes and avoiding 
substantial amounts of non value  
adding activity.

The legal sector tends to gold plate it’s 
processes, but now is time to review 
how personal injury cases are 
completed and identify  
any element which can  
be removed.

Eliminate.
with technology

In the good times, when there was sufficient 

margin, there was less pressure to remove 

non-value adding processes

Having the right technology is vital just 
by adopting new standards can remove 

chunks of time consuming, and substantially 
ineffective checking, storing and archiving 

processes Cloud based data storage and 
automated synchronisation should now be the  

basic minimum.

Finally, artificial intelligence now has the  
ability to automate many activities that were  
previously exclusively manual, and effectively  

eliminate them as processes.



05Outsource.
with technology

In this context ‘ is perhaps a misleading term, as it 
conjures up images of moving work offshore.  
This however is about getting someone else to  
do parts of the task more effectively.

It is work that still needs to be completed 
but at substantially reduced costs to  
the firm.

With personal injury work  
this mainly comes down  
to the client.

Many firms have learnt that if they get their 

online presence right, then clients will adopt 

that channel in preference to phone, postal 

or even face to face contact

Technology now easily provides 
secure and direct interactions 

between the client and the firm’s own 
systems, allowing up to 90 completion of 
the steps themselves through web based 

questionnaires or templates, and supported by 
online help and artificial intelligence.

With all the necessary details in place to create 
a client file, a basic proof of evidence with an on 

line signature, contact details of witnesses and their 
statements, then core legal skills are then only required  

for the remaining 10.
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Those processes which cannot be eliminated or 
outsourced are those which differentiate a law 
firm as a specialist in the personal injury field. 

With technology evolving in ways that were 
not even envisaged a few years ago, 
firms need to continually review their 
remaining core processes against the 
technologies becoming available.

Re-engineer.
with technology

The remaining core processes need 

to be as efficient as possible

The striking feature of the new wave 
in artificial intelligence is the ability to 

quickly understand natural language and 
assimilate appropriate responses.



The future of
Personal Injury.

From a potential client’s perspective, the first 
point of contact with the firm is vital. 

They need to have a clear view of their 
options, the level of support available from 
the firm and the cost Completing their 
details and much more besides will all be 
possible online at a much reduced cost 
to the firm, using questionnaires and 
guidance on the firm’s portal.

We are entering a new era of computing 
technology, and it will be the differentiator  
for the legal profession over the next decade
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The potential is huge but to  
benefit from the technology 

advances businesses must do the 
groundwork now, working with Legal 

AI specialists like Auxero Success in the 
personal injury market requires a modern, 

efficient, technology based firm The service 
need to be built around a collaborative portal 

using modern AI to deliver a comprehensive 
interactive knowledge base guiding potential 
clients through the initial process, with further 

support seamlessly available.
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